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INTRODUCTION  TO 
USING  STANDARDS  FOR  TRAINING 


TOURISM 

STANDARDS 


WHO  SHOULD  USE  THIS  GUIDE? 

• EMPLOYERS/TRAINERS  who  want  to  train  employees  to  meet  industry 
occupational  standards  (either  as  part  of  an  in-house  training  program  or  for 
certification) 

• INSTRUCTORS  whose  responsibilities  include  training  or  teaching  at  a 
secondary  or  post-secondary  level  and  who  want  to  train  students  to  meet 
industry  occupational  standards 

J>  NOTE:  the  information  presented  in  this  guide  is  aimed  at  developing , 
evaluating  and  delivering  a training  session,  however,  the  same  information 
can  be  applied  on  a larger  scale  to  develop,  deliver  and  evaluate  an  entire 
training  program  or  curriculum.  For  example,  the  major  categories  in  the 
standards  become  module  headings,  the  skills  become  the  unit  headings  and 
the  sub-skills  become  the  individual  lessons  or  training  sessions. 


WHAT  WILL  THIS  GUIDE  HELP  YOU  DO? 

• understand  the  format  of  the  standards 

• develop  a training  session  based  on  the  occupational  standards 

• deliver  an  effective  training  session 

• evaluate  a training  session 


WHY  USE  OCCUPATIONAL  STANDARDS  AS  THE  BASIS  FOR  TRAINING? 

Because  occupational  standards: 

- are  defined  by  people  in  the  occupation  working  across  western  Canada,  and 
accurately  reflect  the  expectations  of  today’s  tourism  industry 

- outline  the  knowledge,  skills  and  attitude  required  of  an  individual  working  in  the 
occupation;  they  summarize  what  a person  needs  to  KNOW,  BE  and  DO  to  be 
considered  competent 

- are  the  benchmarks  against  which  abilities  are  measured 
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WHY  TRAIN? 


TOURISM 

STANDARDS 


Training  is  an  effective  way  to: 

• prepare  new  staff  members  to  perform  skills  competently 

• reduce  the  gap  between  actual  and  desired  level  of  on-the-job  performance 

• increase  esteem,  morale  and  positive  attitude  of  employees  or  students 

• introduce  changes  in  policies,  procedures,  products  or  equipment 

• help  employees  or  students  achieve  certification  requirements 

• increase  revenue 

• decrease  turnover 


Training 

i 

Increased  skills  and  knowledge 

i 

Increased  success  in  performing  job  functions 

i 

Improved  attitude,  self  esteem  and  morale 

i 

Better  service,  higher  productivity  and  lower  turnover 

i 

Increased  customer  satisfaction 

l 

INCREASED  BOTTOM  LINE 


DEFINITIONS 

For  use  in  this  document  the  terms,  "trainee"  and  "trainer"  are  defined  as  follows: 

TRAINER:  Anyone  who  develops  or  delivers  a training  session  or  program, 
e.g.  employer,  supervisor,  instructor 

TRAINEE:  Anyone  who  attends  or  will  be  attending  the  training  session  or  program, 
e.g.  employee,  student,  supervisor 
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HOW  ARE  STANDARDS  READ? 
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Below  is  a description  of  the  parts  of  the  standards: 

O Major  Category  - identifies  a general  activity  within  the  occupation 
0 Skill  - identifies  a general  skill  area  within  the  major  category 
0 Sub-skill  - identifies  a specific  activity  within  the  general  skill 
O Details  of  a Standard  - outline  how  the  subskill  can  be  achieved 

The  details  of  the  standard  are  divided  into  one  or  two  parts: 

© Knowledge  (K)  - indicates  what  must  be  known  to  meet  the  sub-skill 

© Performance  (P)  - indicates  that  the  details  of  the  standard  must  be  performed 


For  example,  in  the  diagram  below,  the  sub-skill  statement,  handle  complaints,  is  followed  by  a 
Knowledge  statement  (identified  by  the  K)  that  reads  outline  how  to  handle  complaints.  This  means 
that  you  must  KNOW  the  content  which  follows  in  order  to  meet  the  sub-skill.  At  the  end  of  the 
standard,  the  Performance  statement  (identified  by  the  P),  handle  complaints  as  outlined,  indicates 
the  content  of  this  standard  must  be  PERFORMED. 


0 


0 

0 


0 


FOOD  AND  BEVERAGE 


SKILL  3: 
HANDLE 
DIFFICULT 
SITUATIONS 
3.1  handle 
complaints 


outline  how  to  handle  complaints:  "V.V." 

af  listen  to  complaint  in  private, 
if  possible: 

• allow  visitor  to  express  feelings 
with  minimal  disruption  to  other 
visitors 

b)  empathize  with  visitor,  showing 
genuine  concern: 

• acknowledge  difficulty  without 
admitting  fault,  e.g.  'I  understand 
why  you  feel  that  way.' 

c)  ask  open-ended  questions  to 
clarify  or  probe 

d)  confirm  understanding  of  complaint, 
e.g.  repeat  details  back  to  visitor 

e)  inform  visitor  of  action  to  be 
taken  or  provide  name  of  individual 
to  which  visitor  can  forward 
complaint 

f)  report  to  supervisor,  or  document 
details  of  complaint 

follow  up,  if  required  ~ 

handle  complaints  as  outlined  communication 
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STANDARDS 


STEPS  FOR  TRAINING 


Step  1:  Where  to  begin 

Answer  these  questions  before  planning  a training  session: 

• how  much  time  is  available  for  training? 

• when  will  training  occur?  e.g.  during  work  or  after  hours 

• what  is  the  training  budget? 

• what  resources  are  available?  e.g.  overhead  projector,  supervisors  who  can  train 


Step  2:  Find  out  where  training  is  needed 

If  a trainee’s  knowledge  and  skills  do  not  meet  the  standards  (or  house  policies),  then  a 
need  for  training  exists. 

Follow  these  steps: 

• read  through  the  standards  to  become  familiar  with  the  content 

• using  the  table  of  contents  of  the  standards  as  a checklist,  compare  what  the 
trainees  know  and  how  they  perform  the  skills,  to  the  standards.  Do  this  by: 

- observing  the  trainees  on  the  job 

- asking  the  trainees  about  which  areas  they  think  they  need  or  would  like  training  in 

- looking  at  other  factors  that  measure  knowledge  and  performance  of  trainees, 
e.g.  guest  comment  cards 

• make  a list  of  the  standards  that  are  not  being  met  to  determine  where  training  is 
needed 


Step  3:  identify  what  to  train 

Review  your  list  of  standards  identifying  where  training  is  needed  (from  Step  2). 

Prioritize  the  training  needs,  focusing  on: 

• the  most  important  skills  to  be  learned 

- using  the  list  of  standards,  place  a (1)  beside  the  skills  you  feel  are  critical,  a (2) 
beside  those  that  are  less  important,  and  so  on 

• skills  which  can  be  taught  in  a group  situation 

- this  is  more  time  and  cost  efficient 

Ask  and  observe  trainees: 

• do  they  know  how  to  perform  the  skill?  If  not,  an  explanation  will  be  needed 

• do  they  understand  why  the  skill  is  performed  in  a certain  way?  If  not,  a reason 
should  be  provided 

• can  they  perform  the  skill  properly?  If  not,  demonstration  and  practice  will  be 
necessary 
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Step  5: 


Set  specific  training  objectives 


TOURISM 

Using  the  information  identified  in  previous  steps  and  in  your  house  policies,  write  a S1A.^.??S 
training  objective.  This  should  include: 

• the  skill  to  be  learned 

• how  training  will  occur,  e.g.  teaching  methods 

• an  indication  of  success,  i.e.  how  you  will  know  that  knowledge  has  been  learned  or 
the  skill  mastered? 

The  following  training  objective  could  be  written  for  standard  C3.1  - handle  complaints 
(P9  5) 

After  completing  the  demonstration  and  role  playing  activites,  the  trainees  will  be  able  to 
resolve  a customer  complaint  to  the  satisfaction  of  the  customer. 

- "resolve  customer  complaint"  is  the  description  of  the  skill  to  be  learned 

- "demonstration  and  role  playing  activities"  is  how  the  training  will  occur 

- "to  the  satisfaction  of  the  customer"  is  the  indication  of  success. 

Suggestion:  You  may  find  it  easier  to  combine  some  of  the  standards  for  your  training 
objective.  For  instance,  a standard  about  professionalism  could  be  combined  with  a 
standard  about  handling  complaints. 


Step  6:  Determine  evaluation  methods 

Evaluation  will  allow  you  to  determine  whether: 

• the  training  objective  has  been  achieved 

• more  training  is  needed 

• training  in  other  areas  is  needed 

• the  training  session  should  be  improved  and/or  changed 

Evaluation  should  be  built  into  every  training  session.  There  are  several  ways  to  evaluate 
training  during  the  session: 

• evaluate  the  knowledge  of  the  trainees  with  written  tests,  e.g.  short  answer,  multiple 
choice,  matching 

• evaluate  the  performance  of  the  trainees  by  watching  them  perform  specific  tasks; 
use  the  details  of  the  standard  as  a checklist  and  make  note  of  whether  or  not  the 
trainees  performed  the  skill  properly 

• ask  the  trainees  to  evaluate  their  own  progress 

• seek  feedback  about  the  training  session,  e.g.  ask  trainees,  hand  out  evaluation 
forms.  (See  Appendix  for  sample  forms) 

On-going  evaluation  measures  the  performance  of  the  trainees  over  time.  Evaluation  may 
include: 

• regular  performance  reviews,  using  the  standards  as  a checklist,  to  measure 
changes  in  skills  over  a period  of  time,  e.g.  if  training  was  in  up-selling  skills,  have 
guest  cheques  increased? 

• comment  cards  measuring  guest  satisfaction,  e.g.  are  there  more  compliments? 
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Step  7:  Plan  training  session 

• use  the  training  objective  to  help  determine  the  content  of  the  training  session 

• combine  the  content  of  the  applicable  standards  with  applicable  house  policies 

• determine  the  types  of  activities  which  will  best  teach  the  content,  for  example: 

- discussions,  lectures,  videos  and  handouts  are  good  methods  for  teaching 
knowledge 

- demonstration,  practice  and  feedback  are  good  methods  for  teaching 
performance 

- discussion  and  role  play  are  good  methods  for  teaching  attitude  and 
interpersonal  skills 

Suggestion:  Plan  to  use  a variety  of  teaching/learning  activities,  as  each 

trainee  will  learn  differently.  This  will  also  make  the  session  more 
interesting.  (See  Appendix  "Training  Tips") 

• estimate  the  time  required  for  each  activity: 

- time  required  will  depend  on  the  types  of  activities  planned,  the  number  of 
trainees  and  the  budget 

• select  the  trainer: 

- can  you  or  another  staff  member  conduct  the  training? 

- are  there  speakers  with  expertise  in  specific  areas  who  could  train? 

• select  a comfortable  room  or  area  for  training 

• make  a training  session  plan,  including: 

- an  introduction  and  rationale  for  training  based  on  industry  standards 

- the  training  objectives 

- a description  of  activities 

- the  relationship  between  the  standards  and  the  house  policies  as  they  apply  to 
the  jobs  of  the  trainees 

- the  method  of  evaluation  for  the  trainees,  e.g.  test,  performance  review 

- the  method  of  evaluation  for  the  session,  e.g.  evaluation  form 

- a list  of  support  materials,  e.g.  handouts,  videos,  book  of  standards 

- the  date,  time,  length  and  location  of  the  training  session 

- the  name  of  the  trainer 

- the  names  of  trainees  who  will  attend 

• inform  trainees  of  time  and  location  of  training  sessions 

• obtain  support  materials,  e.g.  handouts,  manuals,  videos,  flipcharts 

• review  the  material  you  will  be  covering 
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Step  8:  Deliver  training  session: 

• put  trainees  at  ease;  establish  an  informal  environment,  e.g.  use  ice-breakers 

• ask  for  trainees’  expectations  of  training: 

- record  expectations  to  incorporate  them  into  the  session  and  to  refer  back  to  at 
the  end  of  the  session 

• follow  your  training  session  plan,  for  example: 

- explain  objectives  of  the  training  session 

- explain  the  importance  of  meeting  industry  standards 

- demonstrate  the  skills  to  be  learned 

- allow  for  practice 

- evaluate  trainees  to  ensure  they  understand  the  knowledge  presented  or  have 
mastered  the  skill 

• use  understandable  language: 

- define  technical  or  industry-specific  words 

• encourage  questions  and  participation  throughout  the  session 

• use  positive  reinforcement,  e.g.  tell  trainees  when  they  have  done  a good  job 

• give  assistance  where  and  when  trainees  need  it 

• recognize  trainees  who  have  successfully  completed  a session  or  program, 
e.g.  present  certificates 


Step  9:  Follow  up 

• keep  a record  of  training: 

- trainees  who  attended 

- content  of  the  session 

- date  of  the  session 

• coach  and  help  trainees  to  continue  learning  on  a day-to-day  basis 

• continually  evaluate  and  respond  to  feedback  from  evaluations,  e.g.  plan  for  more 
training,  change  an  existing  training  session 


TOURISM 

STANDARDS 
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SAMPLE  TRAINING 
SESSION  PLAN 
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J>  Note:  Your  training  session  may  be  short  or  long  and  more  or  less  formal 
depending  on  the  time  available,  the  content  you  want  to  cover  and  your  budget 

Training  Objective:  After  completing  the  training  session,  involving  demonstration 
and  role  playing,  the  trainees  will  be  able  to  resolve  a customer  complaint  to  the 
satisfaction  of  the  customer.  (From  Food  & Beverage  Server  standards,  major 
category  C.  Communication;  skill  3.  Handle  Difficult  Situations;  sub-skill  3.1 
Handle  Complaints) 


Training  Session  Plan: 

Time:  9:00  a.m.  - 10:00  a.m.,  Saturday  July  17 

Place:  Meeting  room 

Trainees:  All  employees 

Trainer:  Joe  Trainer 


1.  Introduction  (10  minutes): 

• welcome  trainees 

• outline  the  objective  of  the  training  session 

• ask  the  trainees  what  they  expect  to  learn  in  the  training  session  (incorporate 
their  expectations) 

• explain  the  importance  of  customer  satisfaction  to  business  success 

• explain  the  role  of  the  trainee  in  solving  complaints 

• give  a brief  description  of  the  training  session  activities 


2.  Discuss  how  to  handle  a complaint  (Knowledge  - 15  minutes): 

• outline  the  steps  of  handling  a complaint  (in  standard  C3.1) 

• discuss  these  steps  with  the  trainees  and  ask: 

- why  should  these  steps  be  followed? 

- how  will  house  policy  affect  these  steps? 

- what  are  some  of  the  common  problems  that  occur  when  handling  a 
complaint? 

• summarize  the  steps  for  handling  complaints,  e.g.  handouts  or  on  flipchart 
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3. 


Demonstrate  how  to  handle  a complaint  (Performance  - 10  minutes): 


• explain  how  the  demonstration  will  work: 

- trainer  will  play  the  role  of  the  staff  member 

- one  trainee  will  play  the  role  of  a dissatisfied  customer 

• make  sure  all  the  steps  from  the  standards  and  house  policy  are  covered  in  the 
demonstration 


TOURISM 

STANDARDS 


4.  Discuss  the  demonstration  and  the  importance  of  each  step  (10  minutes): 

• allow  trainees  to  ask  questions 

• ask  trainees  questions  to  check  understanding,  for  example: 

- How  can  you  remain  neutral  when  dealing  with  an  angry  customer? 
(don’t  argue  or  disagree  with  customer) 

- What  should  you  do  if  you  cannot  handle  the  customer’s  complaint? 
(ask  your  supervisor  how  to  handle  the  complaint) 


5.  Practice  the  skill  with  role  playing  (Performance  - 10  minutes): 

• outline  the  guidelines  for  the  role  play: 

- have  the  trainees  work  in  pairs 

• give  two  complaint  situations  to  each  group: 

- each  trainee  will  have  the  opportunity  to  play  both  the  role  of  the  customer  and 
the  role  of  employee 

• explain  the  role  of  the  customer: 

- each  ‘customer’  should  evaluate  how  the  ‘employee’  handled  the  complaint: 

► were  the  steps  outlined  in  the  standard  met? 

► did  the  person  playing  the  ‘customer’  feel  satisfied  that  it  was  handled 
properly? 


6.  Discuss  the  role  play  and  review  the  steps  for  handling  a complaint  (10  minutes): 

• allow  questions  from  the  trainees 

• ask  questions  to  check  for  understanding 

• have  trainees  write  down  the  steps  of  handling  a complaint  as  a way  to  evaluate 
their  own  knowledge 


7.  Close  session  (5  minutes): 

• summarize  the  content  of  the  training  session 

• compare  the  outcome  of  the  session  to  the  objective 

• review  trainees’  expectations;  if  they  were  not  met,  discuss  follow  up 

• hand  out  the  evaluation  forms 

• thank  the  trainees  for  attending 
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S TRAINING  CHECKLIST 


PREPARATION 

Have  I determined: 

• how  much  time  is  available  for  training 

• if  the  training  is  to  be  at  work  or  after  hours? 

• the  training  budget?  

• what  resources  are  available? 

DETERMINING  NEEDS 

Have  I: 

• read  through  the  standards?  

• determined: 

• training  needs? 

• which  standards  to  train? 

• applicable  house  policies? 

• whether  to  train  knowledge  and/or  performance?  . . . 

• how  much  the  trainees  already  know  or  can  perform? 

SETTING  GOALS 

Have  I: 

• set  specific  training  objectives?  

• determined  evaluation  methods? 

PLANNING  THE  TRAINING  SESSION 

Have  I: 

• determined  the  content  of  the  training  session?  

• made  a training  session  plan? 

• determined  who  will  train? 

• informed  trainees  of  time  and  place  of  training?  

• obtained  support  materials? 

DELIVERING  THE  SESSION 

Have  I: 

• put  the  trainees  at  ease? 

• followed  the  training  session  plan? 

• encouraged  feedback?  

• used  positive  reinforcement? 

• provided  assistance  when  required?  

• evaluated  success  of  trainees  and  session? 

FOLLOW  UP 

Have  I: 

• continued  to  coach  and  help  trainees? 

• kept  a record  of  the  training? 

• responded  to  evaluation  feedback?  
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TRAINING  TIPS 
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The  trainer  who  wants  to  provide  a quality  and  memorable  learning  experience  needs 

to  remember  that 

ADULT  LEARNERS  NEED: 

• to  have  fun,  to  be  informal,  to  be  comfortable 

• to  learn  on  both  sides  of  the  brain;  this  includes  colour,  music,  games,  laughter, 
craziness,  pictures,  competition,  creativity,  some  emotional  jogging 

• to  be  involved  in  their  own  learning,  i.e.  actively  participate  and  make  some 
contribution  to  the  learning  process 

• to  move  around  to  keep  the  blood  flowing 

• to  have  comfort  needs  attended  to,  e.g.  know  where  washrooms  are 

• individual  attention  and  acknowledgement;  to  feel  personally  accepted  by  the  trainer 

• some  structure,  an  organized  learning  environment,  together  with  the  trainer’s 
willingness  to  be  flexible  in  altering  the  structure  when  appropriate 

• to  know  the  training  is  practical  and  relevant 

• to  talk  to  each  other,  to  the  group  and  to  the  trainer 

• to  feel  confident  that  the  trainer  is  credible,  that  (s)he  KNOWS  the  content 

• to  experience  variety  in  styles  of  presentation  and  learning  modes,  e.g.  role  playing, 
videos,  guest  speakers,  brainstorming 
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This  is  a practical  description  of  how  a training  session  was  developed  based  upon  the 
occupation  standards  and  the  " Using  Standards  to  Train"  guidelines. 

In  my  restaurant,  I knew  that  the  level  of  customer  satisfaction  had  slowly  gone  down 
over  the  past  few  months.  One  of  the  problems  that  I could  see  right  away  was  that 
my  servers  did  not  handle  concerns  and  complaints  from  customers  very  effectively. 
This  lead  to  many  of  the  customers  feeling  frustrated  and  unsatisfied,  which  made 
them  complain  more.  I knew  that  something  had  to  be  done  to  correct  this  situation 
as  soon  as  possible.  I had  a copy  of  the  Food  and  Beverage  Server  occupational 
standards  to  use  as  a resource  for  information  and  as  a measure  for  my  employees’ 
performance. 

The  first  thing  I did  was  read  through  the  standards  to  see  how  my  servers  should  be 
performing.  Just  from  reviewing  the  standards,  I saw  there  were  a number  of  skills 
that  my  servers  needed  to  improve. 

I knew  that  my  servers  could  benefit  from  some  training  but  that  a few  basics  had  to 
be  determined  first.  My  budget  for  training  for  the  next  three  months  was  limited.  I 
was  willing  to  set  aside  three  hours  per  week  of  paid  time  for  each  front  line  employee 
for  a three  month  period.  I would  schedule  the  training  sessions  on  Saturday 
mornings  in  order  to  try  and  get  as  many  servers  as  possible  to  attend  each  session. 
The  sessions  would  be  before  opening  hours  so  that  my  customers  would  not  be 
inconvenienced. 

In  order  to  get  a better  idea  of  what  training  would  benefit  my  employees,  I used  the 
table  of  contents  from  the  standards  as  a checklist.  I kept  an  eye  on  the  servers  for  a 
few  days  and  compared  what  they  were  doing  to  the  way  the  job  should  have  been 
performed  as  explained  in  the  standards.  In  addition  to  watching  what  they  were 
doing,  I asked  a few  of  them  what  they  thought  they  needed  as  far  as  training  was 
concerned,  and  found  that  they  too  recognized  some  problems  and  wanted  to  know 
how  to  correct  them. 

I made  a note  beside  the  standard  about  ‘handling  complaints’  to  remind  me  that  this 
was  one  of  the  critical  areas  to  consider  for  training.  After  I had  gone  through  the 
checklist,  I took  another  look  at  the  standards  and  decided  which  ones  were  high 
priority.  I ranked  them  in  the  order  of  importance  and  this  gave  me  an  idea  as  to 
where  to  start.  It  told  me  I should  start  with  how  to  handle  complaints. 

I took  a look  at  my  business  records  and  customer  responses  and  found  that  a lot  of 
customers  had  complaints  about  the  food.  I was  trying  to  correct  this  by  providing  my 
kitchen  staff  with  training  and  some  better  equipment.  But  in  the  meantime,  I think 
that  if  the  servers  could  deal  with  the  complaints  more  effectively,  part  of  the  problem 
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would  be  solved.  The  customers  would  feel  satisfied  that  their  concerns  were  properly 
handled. 

Before  I planned  the  actual  training  session,  I once  again  took  a look  at  the  servers  to 
determine  exactly  what  they  were  doing  and  what  they  knew,  and  compared  this  to 
the  house  policies  and  the  steps  outlined  in  the  standards.  I found  that  the  servers 
did  not  follow  any  steps  when  they  were  faced  with  a complaint  and  that  they  were 
generally  intimidated  when  a complaint  was  raised.  They  lacked  both  the  background 
knowledge  and  skills  to  successfully  handle  the  complaints. 

By  now  I had  a clear  picture  of  what  training  was  necessary.  I needed  to  determine 
how  I would  know  that  the  training  was  successful.  I decided  to  evaluate  the  servers 
at  the  end  of  the  training  session  by  having  them  write  a short  quiz.  They  would  be 
asked  to  write  a list  of  steps  involved  in  handling  a complaint  and  to  explain  them.  I 
also  decided  to  keep  track  of  customer  comment  cards  and  note  any  drop  in  the 
number  of  written  complaints. 

I knew  that  a training  session  would  be  the  best  and  most  cost  effective  way  for  me  to 
meet  my  goal.  I also  knew  that  demonstration  and  role  play  were  good  methods  for 
teaching  skills,  especially  interpersonal  skills,  so  I decided  to  use  these  methods  in  the 
training  session.  The  next  step  was  to  outline  my  actual  training  objective  for  the  first 
training  session.  What  I wanted  the  servers  to  learn  was  how  to  resolve  a customer 
complaint  I would  know  that  my  staff  had  achieved  the  goal  by  establishing  that  they 
would  have  to  resolve  the  complaint  to  the  satisfaction  of  the  customer.  I put  these 
things  together  to  form  my  training  objective:  ‘After  completing  the  demonstration  and 
role  playing  activities,  the  trainees  will  be  able  to  resolve  a customer  complaint  to  the 
satisfaction  of  the  customer.  ’ 

At  this  point,  the  planning  for  the  actual  training  session  began.  I used  the  information 
in  standard  C3.1  - ‘handle  complaints’,  and  pulled  information  from  the  professionalism 
category  of  the  standards  as  the  basis  for  the  session  content.  I also  incorporated  my 
own  house  policies  so  that  the  content  would  fit  my  establishment.  I laid  out  the 
session  by  making  note  of  the  activities  and  how  long  each  should  take.  I 
documented  when  the  session  would  take  place,  who  was  expected  to  be  there,  the 
materials  that  I would  need  to  prepare  ahead  of  time  and  how  I would  evaluate  the 
session  and  the  trainees.  This  became  my  session  plan. 

Prior  to  the  training  session,  I ensured  that  all  staff  who  were  to  attend  were  told  of 
the  session  ahead  of  time  and  that  the  work  schedule  was  adjusted.  As  well,  I 
reviewed  the  plan  I had  developed  for  the  session  and  the  information  to  be 
presented,  so  that  I was  very  familiar  with  it.  I prepared  the  hand-outs  that  listed  the 
steps  for  handling  a complaint,  the  short  quiz  and  the  evaluation  forms  which  the  staff 
would  fill  out. 

When  the  time  came  to  deliver  the  training  session,  I began  by  greeting  my  staff  and 
introducing  the  topic.  We  had  a short  discussion  where  I determined  what  they 
expected  from  the  session  and  found  that  most  of  them  felt  very  uncomfortable  when 
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a customer  voiced  a complaint.  They  explained  that  they  did  not  have  a clear  idea 
about  how  to  get  an  upset  guest  to  calm  down  nor  how  to  resolve  the  situation.  This 
provided  me  with  two  areas  to  concentrate  on  during  the  session. 

After  explaining  the  steps  that  should  be  followed  when  handling  a complaint,  we  had 
a discussion  about  why  each  step  was  important  and  the  different  approaches  that 
could  be  taken  to  achieve  each  step.  Once  the  servers  were  comfortable  with  the 
steps  to  follow,  I had  them  pair  up  and  role  play  a complaint  situation.  After  they  had 
tried  it  once,  we  discussed  the  problems  they  had  encountered;  we  talked  about  the 
problems,  how  they  could  be  resolved  and  how  each  complaint  could  have  been 
handled  better.  Then  they  reversed  their  roles  and  repeated  the  role  playing  exercise. 

Throughout  the  role  play  situations,  I moved  from  pair  to  pair  and  helped  to  guide  the 
trainees.  I praised  good  points  and  corrected  as  necessary. 

At  the  end  of  the  role  play,  we  regrouped  and  discussed  the  steps  again  until  I felt  that 
they  were  comfortable  with  the  process.  I then  gave  them  the  short  exam  to 
determine  what  level  of  understanding  they  had  gained  and  found  that  most  had  a 
much  improved  understanding  of  how  to  handle  a complaint.  However,  two  of  the 
servers  did  not  pass  the  test.  For  these  two,  I scheduled  some  time  during  their  shifts 
when  we  could  work  on  the  steps  some  more. 

After  the  quiz,  I passed  the  evaluation  forms  out  and  requested  that  the  servers  note 
their  comments  on  them.  Having  thanked  the  servers,  I returned  to  my  office  and 
recorded  the  names  of  those  who  were  trained  and  the  results  achieved.  I reviewed 
the  evaluations  and  noted  the  servers’  comments. 

After  completing  the  training,  I found  that  the  number  of  written  complaints  went  down 
and  that  the  servers  were  much  more  comfortable  with  customers  who  were  not 
completely  satisfied.  The  servers  began  to  solve  many  of  the  minor  complaints  before 
the  customers  were  frustrated,  the  level  of  customer  satisfaction  went  up  and  my  staff 
felt  more  professional  and  capable. 

Providing  training  to  my  staff  was  well  worth  the  time  and  effort. 
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SAMPLE  EVALUATION  FORM  #1 


EVALUATION  FORM 
Date: 

Instructor/Trainer: 

Please  answer  these  questions  regarding  the  performance  of  the  instructor  for  this 
session: 

1.  I particularly  liked: 


2.  I did  not  like: 


3.  If  I was  the  instructor,  I would  change: 


4.  My  thoughts  regarding  the  activities/guest  speakers  are: 


5.  Other  suggestions/comments: 
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TRAINING  SESSION  EVALUATION 
Session  name: 

Instructor’s  name: 

Date: 

Please  answer  the  following  questions  by  circling  your  response.  Feel  free  to  provide 
any  additional  comments. 


1.  Overall,  how  effective  was  this  session  in  building  your  knowledge  and 
skills? 

Very  effective  Somewhat  effective 

Effective  Not  effective  at  all 


2.  How  appropriate  was  the  length  of  the  session? 

Too  short  Perfect  Too  long 


3.  What  was  your  overall  interest  level? 

Very  interested  Some  interest 

Interested  Little  or  no  interest 

4.  Overall,  how  would  you  rate  the  value  of  this  session? 

Very  valuable  Somewhat  valuable 

Valuable  Not  valuable  at  all 


ADDITIONAL  COMMENTS: 
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FOR  COPYRIGHT  PERMISSION, 
PLEASE  CONTACT: 

TOURISM  STANDARDS 
CONSORTIUM 
(WESTERN  CANADA) 
c/o  ALBERTA  TOURISM 
EDUCATION  COUNCIL 
12th  FLOOR,  STERLING  PLACE 
9940  - 106  STREET 
EDMONTON,  ALBERTA 
T5J  2N2 

PHONE:  (403)  422  - 0781 
FAX:  (403)  422  - 3430 
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